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...connection. From this support center, SilverBack can perform outsourced 
management functions, such as service- level agreement (SLA) 
monitoring, internal IT trouble-ticket response (such as first-level tech 
support), software monitoring and ... a r receptive market among consumers who 
worry about their increasing financial exposure to network security 
breaches, considering the range of banking, brokerage and other 
accounts accessible online. This wireless smart card... its most valuable 
customers from unpredictable or unacceptable service levels. In addition, 
eAssurance can dynamically reallocate resource capacity 
according to service-level objectives. This feature ensures that 
e-businesses and service providers... 

. . .proactively managing SLAs by allocating more resources to a customer 
when service levels are reaching SLA thresholds. Savings in 
SLA violation penalties could be big. Unlike other service- level 
management (SLM) products, eAssurance doesn't... 
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E /ALGORITHM FOR MINIMIZING REBATE VALUE DUE TO SLA BREACH IN A 
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Abstract: ...process for minimizing the overall rebate a provider disburses 
to customers when a service level agreement (SLA) 

breach occurs in a utility computing environment. Specifically, the 
process compares performance data and resource usage with the SLAs 
of the customers, and reallocates shared resources to those 

customers who represent a lesser penalty to the provider -in the event of an 

SLA breach. The process determines which resources, used by 

customers representing the lesser penalty, are operating below peak 

capacity. The process then reallocates these underutilized 

resources to those customers requiring additional resources 

to meet SLA thresholds. If all resources are operating at 

peak capacity, the process reallocates the resources to those 



customers whose SLAs represent a greater penalty in the event of an 
SLA breach as compared to those customers whose SLAs provide 
for a lesser penalty, thereby minimizing the total rebate due upon an 
SLA breach. 



